Fitchburg Gas and Electric Light Company

February 28, 2003
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PENALTY PROVISIONS Years in Mean and Benchmark* | Performance in omments
Database 2002
Telephone Service Factor: mean 53.3%
5 64.4%
Non-Emergency Calls (%) benchmark 43.4%
Telephone Service Factor: ) mean 57.2% 46.2%
. [+]
Emergency Calls (%) benchmark not applicable
Service Appointments Met 3 mean 98.8% 99.3%
. V]
As Scheduled (%) benchmark 98.4%
- 0
On Cy.cle Moeter 5 mean 94.2% 96.9%
Readings (%) benchmark 91.2%
Consumer Division Cases 10 mean 62.3 58.0
benchmark 80.7
Billing Adjustments 9 mean $12.92 $0
($/1,000 Customers) benchmark $49.79
mean 1738 Benchmark threshold based on adding
SAIFI 7 ’ 2.186 deadband to 1996-2000 mean (1.677)
benchmark 1.984 in accordance with SQ plan.
mean 141 34 Benchmark threshold based on adding
SAIDI 7 ' 191.37 deadband to 1996-2000 mean (131.54)
benchmark 150.47 in accordance with SQ plan.
Lost Work Time Accident Rate 10 mean 9.62 L02
(# of acc/200,000 employee hrs) benchmark 13.58 '

*Benchmark is the highest (lowest) threshold created by adding (subtracting) the deadband to (from) the mean.
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Fitchburg Gas and Electric Light Company February 28, 2003
PENALTY PROVISIONS Years in Mean and Benchmark | Performance in Comments
Database 2002
Mean 1s November 1997 staffing level.
Staffing Levels 6 mean 102 86 Benchmark has not yet been
determined. See section III.
Restricted Work Day Rate
2 2.1 0.0
(# of a¢cc/200,000 employee hrs) mean
Property Damage > $50K
2 0 0
(# of incidents) mean
Line Losses (%) 2 mean 5.4% 5.5%
Capital Expenditures mean 14 19
. 10
(# of projects & total §) mean $5,394,513 $4,244,306
Sp;:::egt(:::}?opl;;‘:;& not applicable mean not applicable not applicable |Policy provided in section III.
Customer Surveys (scale 1-7):
Random-customer satisfaction 1 mean 5.2 5.2
Calls-customer specific 1 mean 6.1 6.1
. ' . . . FG&E reports accidents in accordance
Accidents not applicable mean not applicable not applicable with VIIL. L. of its SQ plan.
Customer Service Guarantees 1 mean 0 0
(#; total $) mean $0 $0
CAIDI 7 mean 74.92 87.53
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